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CLOSEUP:NORTHEAST 
SERVICE UNIT- 3 
he NESU-3 is working towards their 
'new attitude' in '92. Our fearless 
leader is Bonnie Redlinger. She 
oversees the distribution of our work, 
reports our statistical figures to manage­
ment and is there for any support we need. 
Bonnie's attitude is, if she can't help you, 
she will find someone who can. 
Jimmy Sweat is our control clerk. This 
is a very important job. He picks up, 
delivers and prepares mail and designates 
work to insure the prompt handling of our 
work. 
Our entry clerks are Cynthia Perkins and 
Beverly McClain. Their job is to input the 
necessary information from claims that are 
sent in from our subscribers and providers 
to ensure proper payment. Their job 
requires use of many files for research. 
This is done so the claims are paid cor -
rectly the first time. 
Our suspense clerk is Judy Bruce. She 
works claims which have been suspended 
for further research to adjudicate claims 
correctly. Becky Evans works our reopen 
claims, but she also is there anytime she is 
needed for suspense or entry help. 
Our adjustment clerks are Trelle Wil­
liams and Carlene Davis. Trelle also helps 
with our suspense when she is needed. 
The adjustment clerks pr_ocess previously 
adjudicated claims to ensure proper con­
tract benefits by add-paying, forcing the 
claims through the system, reopens, or 
adjustments. 
Our Customer Service Representatives 
are Brenda Thomas, Annette Norman, 
Darrin Hall, Gloria Daily, Keith Monday, 
Lynn Wilson, Cindy Echo£( John Stevens, 
and Jennifer Ausum. They respond di­
rectly to our Subscribers and Providers 
through phone calls and letters. When 
they receive calls, they give out benefit 
information, and also, they send informa­
tion to our Customers. 
Our senior advisor is Jan Lehman. She is 
there for all of our questions and to step in 
whenever our supervisor is in meetings or 
away from our unit. 
















Customer Service Representatives 
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STEPS TO SUPPORT 
MARCH OF DIMES 
n March 21, the Gainesville office 
joined to support Walk America. 
Several employees and family 
members collected donations and walked, 
while other employees and family mem­
bers staffed the Blue Cross Blue Shield 
check point. 
This...year w.as the....firstche_ck paint 
sponsored by the small but dedicated 
office. Volunteers served 2000 bananas 
and 50 gallon of Gatorade and water to 
over 4000 walkers in Alachua County. A 
"foot aid" station with band aids and 
chairs was set up so walkers could rest 
their feet, while a tape of the "Blues 
Behind You" was played to provide musi­
cal entertainment. 
A total of $658.00 was raised by the 
Gainesville Office to support the March of 
Dimes campaign for Healthier Babies. 
Article by Terri Combs 
Linda Alvarez, Ruth McConnell, Terri Combs, Linda 
Bernis, Arlene Herring, fimmy Bernis, Dan Galligan, 
fan Goodwin, Leslie Florence 
QUESTIONS, QUESTIONS! 
Are there things you have always wanted to 
know about BCBSF Health Options but were 
afraid to ask? Would you like to know more 
about the benefits you receive as an employee? 
Are you aware of the resources that are available 
to you? Do you have suggestions about how your 
skills can be put to better use by the company? 
What are your satisfactions with BCBSF Health 
Options as an employee? Let a newsletter team 
member know so the Screaming Eagle can 
become more reflective of your feelings and more 





e at the Gainesville Office would 
like to take the time to introduce 
ourselves and tell you a little bit 
about each of us. 
Lynda Bemis 
Lynda Bemis-Operations Manager 
Lynda will have been with Blue Cross 
Blue Shield of Florida 24 years in July. She 
has been in Gainesville 1 7 years. She also 
worked in Miami and Orlando as well as 
Jacksonville before coming to the 
Gainesville area. She is married to Dane 
and has one child. Her hobbies are horse­
back riding, reading, 4-H Club work and 
cooking. 
From left to right: Customer Service Reps Linda 
Alvarez, Chris Myers, Ruth McConnell, Suzanne Swan, 
Terri Combs, Pam Sater, Tewell Weathington. 
Ruth McConnell-Customer Service Rep. 
Ru th has been with BCBSF for nine 
years. She has been a high school teacher 
and also worked in insurance. She is 
married to Dennis and has two children, 1 
grandson and 1 cat. Her hobbies are Tole 
painting, collecting Hummels, reading and 
cooking. 
Linda Alvarez-Customer Service Rep. 
Linda has been with BCBSF since 1963. 
She started in the Jacksonville Office and 
has been with the Gainesville office since 
1981. She has one daughter. Her hobbies 
are baking, gardening, collecting i terns 
decorated with black &. white cows, and 
antique 
collecting. 
Leslie Florence and Robin Mcswain 
Leslie Florence-Customer Service Rep. 
Leslie has been with BCBSF for five 
years. She has a son, two dogs, two cats 
Article continued on page four 
Betty Henson and Family 
PICNIC COMMITTEE 
SOLICITS HELP FROM 
MOTHER NATURE 
When the committee for the NER/ 
Operations picnic planned the event this 
year they covered everything - even the 
weather could not have been more beauti­
ful. What's the secret, pals? 
Innovative Leisure was chosen to see 
that everyone joined in the varied activi­
ties. We didn't know so many games 
existed - from sedentary to throwing your 
whole body into it. Children and adults 
had a ball. 
Woody's Barbeque supplied the food and 
it was delicious. Some people (who shall 
remain nameless) ate continuously. You 
will recognize them by their added pounds. 
And, it seemed as if every time we 
turned around there was a drawing for 
another prize. Those of you who did not 
attend the picnic or who left early missed 
your chance. Sorry about that. Some 
really nice things were given. 
Now for your "picnic quiz:" 
When does lip sync become hip synd 
When brave souls at the picnic "get 
down" for the lip sync contest. You 
should have been there. 
Why is Lucy Wing of Micrographics 
known as Lucky LucyJ 
Because she was the Grand Prize winner 
in the Great NER Operations Give Away. 
Lucy won three days and two nights for 
two at Amelia Island Plantation PLUS a 
cruise on the Emerald Princess. Our 
congratulations to you, Lucy. Wish we 
could all go with you. 
Many, many thanks for a wonderful 
picnic to committee members: Lyn Brooks, 
Eddie Flowers, Patricia Lockery, Marie 
Maher, Deborah Patrick, Janice Watson 
and Joan Young. 
Hey, gang, we're ready to go again. How 
about it? 
NER Operations Picnic Committee 
Back row: Lyn Brooks, Patricia Lockery, fanice Watson, 
Toan Young, Debroah Patricl< 
Front Row: Eddie Flowers, Marie Maher, Renee Biggins 
·T ·Y L ·I· . E ; 
IN GAINESVILLE AND THE NORTHEAST REGION 
Toe Wellman and Family 
Maria Carroll and husband T ohn 
fudy Bruce and Baby Kyle 
The Project and Planning Support Team: 
Lois Green, Stephanie Fogle, Peggy DeCurtins 
MARRIAGES 
Scott Chain, Provider Contracting 
Consultant in the Field Operations Depart­
ment, was married to Karen Ludwig on 
Saturday, May 9th. Congratulations and 





Sabrina Matheson was born to Mary 
Matheson of the Marketing Department, 
on February 16, 1992. Sabrina weighed 7 
lbs. and was 20" long. 
Devin Dion Harris was born to Alma 
Clention on February 22, 1992. Devin 
weighed 7 lbs. and was 20'' long. Alma 
works in the Claims Department. 
Our congratulations to the happy par­
ents! Thanks for sharing the pictures with 
us. 
Holland Harris, fr., age six, admiring his new brother. 
ESPECIALLY FOR 
"MOTHERS TO BE" 
If you are a Northeast Region associate 
and are expecting a little one, we have a 
special offer for you. Please contact Jackie 
Tinney in Health Options, Inc., Medical 
Department at 448-3249. 
NOW YOU SEE THEM, 
NOW YOU DON'T 
Sharon Wright and Vicki Moore have 
been transferred from Claims Department 
to Field Operations. Welcome. 
INQUIRING MINDS 
WANT TO KNOW 
Is someone in your department truly 
outstanding in some way? Does that 
person volunteer time away from work to 
a worthy cause? Do you know someone 
with an unusual skill? We would like to 
know that person's name so we can do a 
profile article on him/her in a future issue. 
Contact one of the newsletter team mem­
bers to share your suggestions (Judy Bruce: 
363-5404; Tiffany Clayton: 363-5407; 
Myrna Dunham: 731-7967; Helen 
Ferguson: 731-1037; Vicki Moore: 448 -
3219; Sherrie Watson: 363-5525, or Vernita 
Weston: 363- 5414). 
EMPLOYEES OF THE MONTH 
April - Mike Duffy, Medical Department 
May - Theresa Monoco, Customer Service 
June - Margie Ford, Medical Department 
COMING ATTRACTIONS 
FOR THE NEW SEASON 
March 25, 1992 marked the date for the 
All Employee off-site session where com­
ing attractions for Blue Cross Blue Shield 
of Florida looked promising for the new 
year. 
This year's session was a blast with 
interruptions of "WLGO" News co­
anchors "Sytoya Walters" (Sytoya 
Mcfatten) and James "Don King" Reasoner 
(James Hornback). The setting was to 
inform the employees of Local Groups 
about this season's coming attractions. 
John Williams of Corporate Support ad­
vised us of the 1991 results and of our 1992 
goals/plans while being rudely interrupted 
by our own BCBSF Energized Rabbit (Frank 
Izquierdo). 
This year's guest speaker, Larry Zenke, 
candidly informed us that constant change 
is inevitable. 
This year's session revealed where some 
of that change will occur. Our employees 
learned that: Local Groups will be merging 
with HMO; Co-location, Cambridge/FACS 
will replace our current PC system; and we 
have some employees that still carry 
pictures of their ex-spouses. 
BCBSF is on an uprising boom and a 
change for the better is the next step. 
All in all, the session was great, £un­
filled and exciting. The employees of 
Local Groups have a lot to look forward to. 
The All EmJ!!�yee Meeting Committee: 
Scott Hartsfield Northeast Region 
Malissa Priester Northwest Region 
Laurie Johnson Central Region 
Amanda Slay West Region 
Mercedes Walter South Region 
Myra Bootz Membership&. 
Pam Knott 
Diane Barrile 






Article by Tiff any Clayton 
Billing 
Proj. &. Planning 
Support 
Micrographics 






foseph Wellman, Larry Zenke, DCSB Lany Payne, VP of 
Northeast Region Superintendent Local Operations 






Carolyn Crisp, Michelle Wilson, 
NESU II Senior Advisor NESU II Senior Advisor 
Mike Duffy 
MARKETING 
Congratulations to Tom Goodman and 
Bill Carstarphen. 
Tom Goodman has been promoted to 
Agency Sales Executive in the Direct Sales 
Department working out of South Florida. 
Tom's last day was April 2. 
Bill Carstarphen has accepted a position 
in Corporate Marketing, Education and 
Development. Bill left our Screaming 
Eagle Team June 1. Good luck and we will 
miss you both. 
Deb Rosendale and Bill O'Nale received 
Individual Management Awards at the 
Blue Cross Blue Shield of Florida's annual 
A wards Banquet. 
The following A wards were given at the 
1991 Marketing Awards Banquet at 
Innisbrook on March 27: 
Timmy Kelly, statewide top producer of the 
year and highest percentage of net gain/goal. 
President's Club and 200,00 Life Club. 
Roger Crews, President's Club and 100,000 
Life Club 
Dan Galligan, President's Club, Highest 
Percentage Retention 
Tep Larkin (Ex-Rep), President's Club and 
Marketing Rep with highest number of sales. 
Tom Goodman, 100,00 Life Club. 
Charlie Metzkes, 100,000 Life Club 
Sue Kelman, Field Service Rep Highest 
Percentage Retention 
Mary Jones is a new marketing employee 
(FGS). Mary comes to us from Product 
Development where she was secretary to 
Jim Wallace. Welcome aboard, Mary. 
Charlie and Penny Metzkes are expect­
ing their second child in November. 
Patty Jones, who was promoted to 
Enrollment Representative, has graduated 
from the new Rep training course. 
CONGRATULATIONS TO 
US! 
May we honk our own horn (modestly, 
of course)? To quote a memo from Ernie 
Brodsky, Health Options Vice-President, 
"our region has been presented with the 
Exceptional Member Satisfaction Award as 
a result of achieving a high level of mem­
ber satisfaction in the 1991 National HMO 
Members Satisfaction Survey." 
This survey of our members was con­
ducted by the Gallup Organization and "is 
a key component of the National HMO 
Quality of Care Program for Blue Cross 
and Blue Shield Plan-Related HMOs ... We 
in fact scored among the higher rated 
HMOs in the entire Blue Cross Blue Shield 
system. This is a significant achievement 
for which we should all be very proud." 
A plaque was awarded for this superior 
performance and "will be placed in a 
common area so that we can all enjoy it 
and be continually reminded of the goal, 
the mission and the challenge - excellent 
quality and service." 
Article by Helen K. Ferguson 
Theresa Monaco Margie Ford 
GAVEL CLUB 
THE SKILL BUILDER 
The Blue Cross Blue Shield of Florida's 
Gavel Club was founded in September 
1975 by Henry Douglas, Vice President of 
Medicare Communications and Steve 
Wells of the Wausau Insurance Company. 
They used the manual from Wausau 
Insurance Company along with guidelines 
of Toastmasters to develop the BCBSF 
Gavel Club manual. That manual, along 
with Robert's Rules of Order are still used 
to conduct Gavel Club meetings. 
The objectives of the Gavel Club are to 
develop self-confidence, learn to organize 
thoughts and materials, give speeches and 
make presentations, develop listening 
abilities, conduct effective meetings and 
improve personal grammar and vocabulary. 
The original Gavel Club was organized 
for section leaders, management personnel 
and executive staff. At this time, the Club 
is open to anyone who is interested in self­
improvement but does require the permis­
sion of that person's area management. 
A Gavel Club member makes commit­
ments of time and effort which bring 
rewards of personal satisfaction, friend­
ships with others who are also improving 
their skills and recognition as someone 
who takes charge of his/her own future by 
learning to communicate better. 
For more information on the FCC Gavel 
Club, contact Sherrie Wilson at FCC: 363-
5235. 
Article by Myrna Dunham 
Current Gavel Club Graduates: 
Patricia Faulk-Allen 
Kisele C. Bell 
Dianne Brown 









James Hornback, Jr.* 
Connie Jackson 
Donna Lewis-Johnson 
Harvey L. Johson 
Precious Johnson 
Thomesena Jordan 
Lavone Anne Lee 
Paulette Bevill-Madison 
Gail Maynard 
Mario D. Dixon 






N orvie Whetsel 
Larry Williams 
* Indicates Northeastern Region Graduate 
Congratulations to all the recent Gavel 
Club graduates. The Northeastern Region 
is especially proud of their very own: 
Tommie Lee Byard; Myrna Dunham and 
James Hornback, Jr. From what we hear, 
all the sweaty palms and knocking knees 
were worth it. 
WISHFUL THANKING 
The Claims Department wishes to 
thank Tracy Bigham and Tommie Byard, 
Customer Service Representatives, who 
provided some much needed help in 
preparation for the change over to MHS. 
LOOK MOM -
I'M IN PRINT! 
If there are any budding authors out 
there we would love to hear from you. 
Submit items for consideration to Helen 
Ferguson, HOJ. 
All articles are subject to editing and/or 
rewrite. Deadline for articles to appear in 





vel yn was born 
August 11, 
1948 and is 
married to Lee E. 
Gaines. They have 
four children: 
Felicia, Pervalia, 
Leola and Apryl. When not at work in 
NESU I as a Suspense Examiner, Evelyn 
likes to barbeque and spend time with her 
family and work with her church group. 
With her twenty-one years of experience 
with Blue Cross Blue Shield of Florida we 
ask Evelyn: 
What does superior customer service 
mean to you/ 
Superior Customer service is providing 
quality care in the most professional 
manner possible. After every encounter 
with a representative of BCBSF the cus­
tomer should be satisfied that the person is 
competent and has given him/her the 
service that has made BCBSF a household 
name. 
What does teamwork mean to you/ 
Teamwork is each one putting their 
shoulders to the wheel with one goal in 
mind, 1let's get the job done!' 
What advice would you give to some 
one pursuing a career with BCBSH 
In order to pursue a career with BCBSF a 
person should be dedicated and prepared to 
work hard. 
Article by Vernita Weston 
A SECOND CHANCE 





had an experience 
which has literally 
given her a second 
chance at life. 
Last November, 
Lisa started having 
severe headaches 
and went to her doctor for relief. Her 
doctor gave her a prescription and sent her 
home to rest. By the weekend she felt a 
little better and decided to go out with 
friends. She fainted and her friends called 
the rescue unit to take her to the hospital. 
After numerous tests, it was discovered 
that she had an aneurysm, and that her 
chances of survival were not good. A 
second opinion confirmed the diagnosis, 
and immediate surgery was recommended. 
Lisa's five hour surgical procedure was 
very successful; however, her doctors were 
fearful of some paralysis. Even though the 
chances of surviving an aneurysm are slim, 
Lisa came through with flying colors! Lisa 
is currently undergoing physical therapy 
and has no permanent paralysis. 
Lisa returned to work in April and is 
currently working a half day schedule. Her 
job as a Senior is an integral part of the 
team and with 13 1/2 years at Blue Cross 
Blue Shield of Florida, Lisa's knowledge 
and expertise have been sorely missed. 
Her team members are looking forward to 
the day when Lisa can once again be a full 
time member. Welcome back, Lisa! 
Article by Sherrie Watson 
CLOSEUP: GAINESVILLE 
(continued from page 1) 
and one rabbit. She previously was in 
banking. Her hobbies are collecting 
ceramic villages, doing crafts and spending 
time with her son and her pets. 
Suzanne Swan, Customer Service Rep. 
Suzanne has been with BCBSF six years. 
She started with Blue Cross National 
Capital Area in Washington, D.C., where 
she worked for two and a half years and 
has been at the Gainesville office three and 
a half years. She is married to Scott and 
has two children. Her hobbies are reading, 
cooking and going to yard sales. 
Jewell Weathington, 
HOJ Auditor and Customer Service Rep. 
Jewell has been with BCBSF 22 years. 
She started in Jacksonville and has been 
with Gainesville one year and also worked 
in Gainesville previously. She is married 
to Ralph and has two children, four grand­
children and one dog. She enjoys garden­
ing, reading, antique collecting and obedi­
ence training classes for her dog. 
Chris Myers, Customer Service Rep. 
Chris has been with BCBSF four years. 
He is single. Chris attends college part­
time and enjoys going to the beach, playing 
football and grilling out. 
From left to right: Marketing employees Debbie Wall, 
Susan Henson, Dan Galligan, Sue Kelman, Arlene 
Herring, fan Goodwin. 
Dan Galligan, Sales Supervisor 
Dan has been with BCBSF 11 years. 
Previously he was an independent sales 
agent and had his own agency. He is 
married to Barbara and has one son, 
Conner. Dan enjoys selling insurance, 
playing golf and racquetball. 
Jan Goodwin, Field Group Specialist 
Jan has been with BCBSF five and a half 
years. She was previously in banking. Jan 
is married to David and has one daughter, 
four cats and two dogs. She enjoys watch­
ing basketball (The Bulls) and spending 
time with her family. 
RECIPE CORNER -
HOMEMADE COBBLER 
1 1 /2 cup sugar 
1 1/2 cup self-rising flour 
3/4 cup milk 
1/3 cup oil 
1 stick butter 
1 can fruit pie filling 
Preheat oven to 350°. 
Melt butter in pan. 
While butter is melting, mix sugar, flour, 
milk & oil. 
Pour in pan over butter. 
Spoon in fruit filling (do not stir). 
Bake for one hour. 
Debbie Wall, Field Group Specialist 
Debbie has been with BCBSF 14 years. 
She started in the Jacksonville office and 
has worked in Gainesville two years. Her 
hobby is showing horses. 
Terry Wooding, Managed Care Coordinator 
Terry has been with BCBSF six years. 
Previously she was a hospital nurse. Terry 
is married to John and has two children, 
one dog and one cat. Her hobbies are 
gardening, fishing, reading and spending 
time with her family. 
Terry Wooding 
Sue Kelman, Field Service Rep. 
Sue has been with BCBSF three and a 
half years. She started with Health Op­
tions and after organizatonal changes she 
was transferred to the BCBSF side. She is 
married to Joe and has one son. She enjoys 
cooking, reading and making crafts. 
Susan Henson, Field Service Rep. 
Susan has been with BCBSF one year. 
Previous! y she was in retail and also 
taught school. She is single. Susan enjoys 
playing tennis, walking and working with 
young people. She also is in the Junior 
League and a Sunday School director. 
Terri Combs, Customer Service rep. 
Terri has been with BCBSF since August, 
1991. Prior to coming to BCBSF she was in 
banking for seven years. She is married to 
Dennis, has two dogs, two cats and an 
iguana. Terri enjoys working out, crafts, 
watching her husband race, and going 
boating. 
Arlene Herring, Sales Rep. 
Arlene has worked with BCBSF since 
January, 1988. She is married to Roger and 
has one child. She enjoys water skiing, 
working in the yard and spending time 
with her family. 
Article by Terri Combs 
CORN PU DDING 
1 stick butter 
1 box Jiffy™ corn muffin mix 
1 can whole kernel corn 
1 can creamed corm 
16 oz. sour cream 
Mix all ingredients together. 
Pour in casserole dish and bake for one 
hour at 350°. 
Recycle in '92 - _,._ 
Wedo! �J 
( 
C 
.. 
a 
n 
B 
s 
d 
B 
n 
s, 
ti 
1 
r1 
\-I 
f( 
C 
C 
n 
1: 
V 
1 
a 
t: 
C 
a 
a 
[ 
1 
a 
fl 
t: 
t: 
i: 
t 
t 
V 
a 
